








硕 士 学 位 论 文 
 
福建移动业务支撑流程再造 
The Research of Fujian Mobile Business  
Support Processes Reengineering 
  
黄  锐 
 
指导教师姓名：刘震宇  教授 
专 业 名 称：工商管理  (M BA ) 
论文提交时间：2013年  4  月 
论文答辩日期：2013年  6  月 
学位授予日期：    年     月 
答辩委员会主席             
评    阅    人             
 




分类号      密级     












造       
黄





























































另外，该学位论文为（                            ）课题
（组）的研究成果，获得（               ）课题（组）经费或实
























































（     ）1.经厦门大学保密委员会审查核定的保密学位论文，于   年  
月  日解密，解密后适用上述授权。 





                声明人（签名）： 
 






























































































This article first described the changes in industry competition， customer 
demands，and corporation’s operation demands,then provided an in·depth strategic 
analysis and research of Fujian Mobile in entire services operation environment．In 
order to meet the needs of the corporate strategy adjustment，Fujian Mobile must 
carry out BPR of business supporting operation，change the existing mode of business 
supporting，reduce costs，improve operating efficiency and the Value of Customer 
Satisfaction．In this paper we selected business suppoting incident management 
process as the key operation，and introduced the procedure of the key processes.Then 
we use value chain method to find out the value-added activities and non-value-added 
activities and calculate the value-added efficiency.And we design the both activities . 
During the implementation of BPR，using advanced information technologies and 
value-added analyse method，we organized distributed in various parts of the 
maintenance staff to achieve centralized business supporting maintenance，changed 
the traditional model of decentralized maintenance，and improve reduced operating 
costs．speed．Through BPR，We changed these sectors from traditional functional 
organizations to process-based flat organizations.Last we estimate the result of BPR 
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